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Comments of The Alliance for Solar Choice on UniSource Electric's Customer
Communications Plan

1 . Introduction

On Augus t 11, 2016, the  Arizona  Corpora tion Commiss ion ("ACC" or "Commiss ion")
a pprove d De cis ion No. 75679, which a dopte d a  tra ns ition to de fa ult TOU ra te s  for
UniS ource  Ele ctric's  ("UNS E") re s ide ntia l cus tome rs  a nd orde re d UNS E to file  a  cus tome r
communica tions  plan to educa te  customers  about the ir ra te  options  and how they can manage
the ir bills .1 As  dire cte d by the  Commiss ion, UNS E.file d the UNS E P ricing P la n Cus tome r
Communica tions  Ca mpa ign ("Cus tome r Communica tions  P la n") on S e pte mbe r 30, 2016,
a rticula ting the  va rious  me thods  by which UNS E plans  to engage  re s identia l cus tomers  about
the ir e le ctric consumption and optima l e lectric ra te  plan.

The  Allia nce  for S ola r Choice  ("TAS C") he re by submits  comme nts  on UNS E's
Cus tome r Communica tions  P la n. While  TAS C comme nds  UNS E's  e fforts  to de s ign a
thoughtful communica tions  plan, TAS C has  seve ra l conce rns  rega rding accuracy of
educa tiona l mate ria ls  and tools , and preparedness  of UNSE customer ca re  representa tives  to
provide  correct informa tion based on each cus tomer's  cha racte ris tics . TAS C recommends
tha t the  Commiss ion dire ct UNS E to ma ke  the  following modifica tions  to its  Cus tome r
Communica tions  P la n, outline d in more  de ta il be low, prior to a pprova l:

l. Ensure  tha t a ll communica tions  ma te ria ls  provide d to cus tome rs  a re  fa ir a nd
unbia sed towards  dis tributed gene ra tion cus tomers . Language  should not
discourage  or dispa rage  the  acquis ition or use  of dis tributed gene ra tion.

2. Ma ke  e dits  to improve  the  propose d "life s tyle  ca lcula tor."
3. Ensure  tha t UNS E's  cus tomer ca re  repre senta tive s  a re  able  to provide  accura te

informa tion re ga rding ra te  pla ns  to a ll cus tome rs , including dis tribute d ge ne ra tion
customers .

1 1 . Customer Education Materials Should Be Fair and Unbiased Towards
Distributed Generation Customers

TAS C be lieves  tha t the  va rious  me thods  for communica ting with cus tomers  pre sented in
UNS EE's  Customer Communica tion P lan, such a s  providing pricing and consumption
informa tion on UNS E's  we bs ite  a nd mobile  a pp, a nd phys ica lly through e ma il, bill inse rts ,
a nd le tte rs , will be  e ffe ctive  in re a ching the  va s t ma jority of UNS E's  cus tome rs . Howe ve r,
given the  nega tive  pe rspective  towards  dis tributed gene ra tion tha t UNS E has  expressed in its
ongoing ra te  ca se , TAS C is  conce rned about the  potentia l for UNS E to include  bia sed
la ngua ge  within its  cus tome r communica tion ma te ria ls . For e xa mple , fra ming UNS E's  ne w
optiona l demand-based ra tes  or higher fixed charges as  necessa ry due  to increased adoption
of dis tribute d ge ne ra tion re source s  within its  se rvice  te rritory, would unfa irly a nd
e rroneously a ttribute  blame  of fixed-cost recove ry issues  to dis tributed gene ra tion cus tomers .

While  TAS C apprecia te s  tha t sola r and dis tributed gene ra tion cus tomers  a re  not s ingled
out in the  Customer Communica tions  P lan, TAS C reques ts  tha t UNS E be  required to ensure

1 ACC Decision No. 75679, p. 143, lines 7-11 (August ll, 2016).
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tha t any educa tion and outreach ma te ria l re la ted to UNS E's  re s identia l ra te  options  and bill
management do not a ssign unsubstantia ted blame  to dis tributed genera tion customers .

111. P ro p o s e d  Life s tyle  Ca lc u la to r  Fe a tu re s

In its  Cus tome r Communica tions  P la n, UNS E de scribe s  the  "life s tyle  ca lcula tor" tool it
plans  to deve lop as  a  re source  on its  website  tha t will a sk customers  about the ir e lectric
consumption cha racte ris tics , and "direct customers  to conside r the  pricing plan tha t, based on
the ir a nswe rs , might be  right for the m."2 Ba se d on the  informa tion provide d by UNS E, it is
uncle a r how a dva nce d this  tool will be . UNS E s imply s ta te s  tha t the  ca lcula tor will "a sk
cus tomers  how they use  e lectricity and whe the r they would be  open to us ing it a t diffe rent
time s  of da y." TAS C is  conce rne d tha t this  ca lcula tor tool, a s  propose d, is  ove rly s implifie d,
and will not be  able  to accura te ly provide  cus tomers  with a  recommenda tion for an optima l
ra te  plan based on the ir consumption characte ris tics , such as  whe ther the  customer has
dis tributed gene ra tion, an e lectric vehicle , or othe r la rge  load-driving appliances  like  multiple
a ir conditioning units  or a  swimming pool.

If UNS E is  going to expend re sources  to deve lop a  tool to advise  customers  on the ir
optima l ra te  plan based on usage  cha racte ris tics , a s  it intends  to do with the  life s tyle
ca lcula tor, the  tool should be  more  advanced than the  proposed life s tyle  ca lcula tor. S hould
UNS E move  forwa rd with de ve loping this  ca lcula tor, TAS C re comme nds  tha t the  tool be
advanced enough to take  into account the  characte ris tics  of a  customer, such as  whe ther or
not the  cus tomer had dis tributed gene ra tion, an e lectric vehicle , or othe r la rge  load-driving
a pplia nce s . A tool tha t s tops  short of a ccounting for such importa nt cus tome r de ta ils  is  like ly
to mis inform a  cus tomer on the  optima l ra te  plan for the ir consumption cha racte ris tics .

2 UNSE Pricing Plan Customer Communications Campaign ("Customer Communications Plan"), p. 3.
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Iv. UNSE's Customer Care Representatives Should Be Well-Informed

UNS E's  Cus tome r Ca re  te a m will pla y a n importa nt role  in he lping to e duca te  cus tome rs .
According to UNS E's  pla n, Cus tome r Ca re  re pre se nta tive s  will "a nswe r que s tions  a bout a nd
promote  awareness  of the  new pricing plans ," and will "ensure  accura te , cons is tent"
responses. TASC emphasizes the  importance  of customer care  representa tives
communica ting accura te  informa tion to a ll cus tomers  rega rding the  va rious  ra te  options .
Customer ca re  representa tives  should take  into account customer characte ris tics  when
making ra te  plan recommenda tions to customers , such as  whe ther or not a  customer has
dis tributed gene ra tion or la rge  load-driving appliances , or practice s  ene rgy e fficiency.

v. Co n c lu s io n

TAS C a ppre cia te s  the  opportunity to comme nt on UNS E's  Cus tome r Communica tions
P lan, and reques ts  tha t the  Commiss ion adopt TAS C's  proposed modifica tions  to the  plan
prior to a pprova l.
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